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EXECUTIVE SUMMARY

Information dissemination and associated information management systems must be structured
to improve program responsiveness and effectiveness impacting internal and external markets,
address legislative and executive directives which influence program operations, and provide for
the timely execution of project/policy initiatives.

The thrust of the nation’s transportation efficiency program is focused within the U.S.
Department of Energy’s (DOE) Office of Transportation Technologies (OTT) and directed by
its Deputy Assistant Secretary (DAS).

OTT, as a center of excellence, seeks to consistently maintain programmatic (e.g., information
management) objectives in light of Department goals. And, as such, it is crucial the DAS, in
concert with his Office and program staff, adequately and effectively collect, process, store,
retrieve, and distribute information vital to the technical and programmatic needs of OTT.

There was a definitive need to identify, assess, and evaluate the varied types and sources of
information flowing into the Deputy Assistant Secretary’s Office (e.g., via telephone;
departmental correspondence; inter-agency inquiries; congressional requests; private sector
dispatches) for the purpose of enhancing overall operational effectiveness.

The objectives of this Meridian Corporation assessment were to identify the type of information
requests made through OTT, to assess the number and frequency of these requests, to evaluate
the current procedures used to respond to such requests, and to recommend improvements in the
information management process.

The assessment was comprised of four elements:

° Identification of Information Requests

o Assessment of Information Requests

o Evaluation of Information Management Procedures
° Findings and Recommendations

The focus of the first element, Identification of Information Requests, was to review specific
OTT project objectives; develop a data collection framework to track the type of information
requests received by OTT, the requesting organizations, the subject of the requests, and the
appropriate actions taken; and to develop and implement a taxonomy (classification) of
information types and sources. There were 186 information requests collected and analyzed
during the four-week data collection period of March 16 to April 10, 1992.

Element two, Assessment of Information Requests, categorized the volume and frequency of all
data requests made during the data collection period, assessed the requesting sources, and
performed a frequency/volume analysis of all information requests to identify which types of
requests/requesting sources/actions were encountered most frequently by OTT.
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Element three, Evaluation of Information Management Procedures, was accomplished by
conducting an audit of OTT’s existing information processing procedures, records management
processes, and organizational communication flows through internal and external operational
channels. Further, interviews were conducted with OTT’s DAS, his immediate staff, and his
Office Directors to gain insight into the effectiveness (strengths and weaknesses) of current
information processing procedures, records management processes, and data flows emphasizing
information planning, organizing, implementing, and controlling structures.

It is important to note that relative to strengths and weaknesses identified within OTT’s
information management processes, a key strength was the ability of OTT/DAS staff to work
well together as a team. It was felt that OTT/DAS staff are able to communicate well with one
another. Another major strength was that the OTT/DAS staff is comprised of knowledgeable
and dedicated individuals willing to do what it takes to "get the job done." If OTT/DAS staff
feel that they do not have sufficient information to respond to an information request, inquiries
will be made to locate the appropriate individual or Office to obtain the needed data. Also
mentioned was the wealth of information available (maintained in OTT/DAS staff member’s
files/records) for responding to varied domestic and international data requests.

The weaknesses of the current information management practices that were identified were the
high level of technical and program "fire drills," work overloads that sometimes affect the
quality of information responses, not enough staff meetings, necessity for clearer Office of
Conservation and Renewable Energy (CE) program guidance, and the lack of long-term OTT
planning to provide a general framework for anticipating information requests.

The fourth element of the assessment, Findings and Recommendations, are the result of a
comprehensive exchange of ideas, concerns, issues, and applications focused on the need to
develop and implement improvements in current OTT information management practices.
Within the structure of the overall information management assessment, 4 key findings and 14
recommendations were put forth for further consideration and action by the OTT/DAS, his
immediate staff, and his Office Directors.

Finding 1:  The development of a database (one is currently under consideration by OTT) and
standardized responses for frequently received information requests would assist
OTT in planning for, or anticipating, requests.

o Fact sheets and reports have been developed by OTT/DAS staff to anticipate
requests. However, not all of these materials are available directly from
OTT/DAS -- some are maintained at other organizational levels. The result is
that OTT/DAS staff often have to refer some requests to the OTT
Offices/Divisions level.

Note: The frequency/volume analysis of information requests showed that 31.7%
of requests are referred to Office/Division levels.
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Contractors also maintain databases that are used by OTT/DAS staff; however,
OTT Program Offices (on a case-by-case basis) may not be aware of all of the
information that is available.

A system to collect and locate within OTT’s DAS Office all available
data/materials for responding to information requests would reduce some of the
referrals to Office/Division levels. This would reduce the number of individuals
handling a request and could increase the ability to meet deadlines.

A detailed analysis needs to be performed to determine what information would
be most useful to OTT/DAS staff. Periodic reviews should be conducted to
identify any additional items of information that would be useful in responding
to multifaceted information requests.

Although standardized responses can be developed for frequently asked questions,
there will still be the need to tailor the standardized response to the specific
information request.

Recommendations:

Finding 2:

A binder/notebook containing standardized responses could be maintained by DAS
support staff. (This could assist in providing coverage when individuals are away
on travel; it could provide a mechanism to curtail referrals; it creates a resource
tool so that staff are cognizant of events in other program areas.)

The development of a LAN, which is currently underway, would assist OTT/DAS
in planning for, or anticipating, information requests. A LAN would allow
multiple access to information and would reduce the number of individuals
addressing a given request.

Improved communication between OTT/DAS staff, other staff members within
OTT, and other Offices within CE would enhance OTT’s ability to respond to
information requests.

One of the strengths mentioned by OTT/DAS staff was their ability to
communicate well with one another. Relocating Program Office staff offices
together has improved the communication between the Divisions within OTT,

OTT/DAS staff felt that the flow of information between OTT/DAS and the other
Program Offices within OTT could be improved. Current DAS staff meetings are
scheduled to be held twice a week but are actually conducted when the DAS feels
that information from the Assistant Secretary’s meetings needs to be shared.
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Note: This represents one of the few opportunities OTT/DAS staff and Office
Directors have to share information with one another. Inconsistency of
staff meetings impedes the flow and exchange of information between
OTT/DAS staff and the Office Directors -- the result is that information
doesn’t get shared.

Although information about what is transpiring within other Offices/ Division
within OTT is provided in the weekly highlights, these highlights need elaborated
detail.

OTT/DAS staff are not always aware of R&D/programmatic developments
internal to OTT as well as within other DOE Offices. This lack of awareness
interferes with their ability to anticipate information requests that might be
received from these Offices.

Recommendations:

Finding 3:

More staff meetings need to be held as scheduled and a specific time devoted to
discussing issues related to responding to information requests.

Detailed weekly reports would also facilitate the sharing of information between
OTT/DAS and other OTT staff members. Typical subject areas to be covered:
early warning items; major contract awards; major milestones achieved;
announcement of significant events; significant problem areas; legislative program
updates; new initiatives.

Develop a framework for the conduct of lower-level staff meetings that allows
information exchanged at OTT/DAS and Office Directors staff meetings to flow
downward. The framework should also allow lower-level staff to provide Office
Directors with feedback/input for the next OTT/DAS staff meeting.

To improve the flow of information between OTT/DAS and other Offices within
CE, weekly activity reports compiled by OTT, could be consolidated into a
monthly progress report and distributed to other programmatic components of CE.
These CE components should also be encouraged to compile and distribute
parallel monthly reports to OTT and its counterparts.

Informal meetings/gatherings (e.g., Technology Clubs) would also facilitate the
sharing of information between OTT/DAS and other Offices within CE.

Long-term planning to enhance OTT’s DAS Office ability to anticipate responding
to information requests.

A planning/control system is lacking that anticipates information requests that
may originate from OTT or from other Offices within CE.
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Finding 4:

e

Similar types of information requests occur every year (e.g., seasonal such as
budget requests) which should provide the basis for advanced planning.

Recommendations:

Better communication/coordination between other CE Offices and OTT/DAS as
well as the Offices directly supporting CE’s Assistant Secretary (e.g., OPA,
OMR) so as to determine those requests that normally require a quick turn-
around, clarity on priorities of programs, etc.

Develop within OTT a system that keeps track of when events associated with
information requests will occur (e.g., hearing exercises; first draft of budgets;
major meetings). One possible way to address these events is to include them in
the already established OTT Calendar of Events.

Develop written information management procedures.

Lack of written information on the delegation of technical areas of responsibility
results in a plethora of misdirected phone calls into OTT by DOE operators and
others.

Lack of comprehensive written CE guidelines for the format of selected routine
documents results in OTT/DAS staff often having to reformat documents received
from the Program Offices. In addition, in areas where guidelines do exist (e.g.,
budget requests), adherence by the Program Offices can be infrequent.

Recommendations:

Establish formal procedures for delegating responsibility for responding to
information requests when staff members will be away from the office for
extended periods of time. The frequency/volume analysis indicates some overlap
in areas of responsibility. This could serve as the basis for assignments. After
these areas of responsibility are defined, compile a list arranged alphabetically by
areas of responsibility which should be distributed to all OTT staff (especially
OTT new hires) and most importantly, to those areas where misdirected phone
calls originate (e.g., DOE operators; industry networks).

Develop a system for Program Offices to track/record when information requests
are due, and the status of such requests. This system will allow more time for
the Program Office to focus on any format problems that may arise and provide
a mechanism for OTT/DAS staff oversight.

Develop a document that outlines technical areas of responsibility coupled with
the development of written procedures specifying the format of documents.
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. Develop a system that informs OTT staff of written guidelines and institute a
process for execution, enforcement, and maintenance.

Overall, it was found that the OTT/DAS Office performs fairly efficiently given current
operating constraints. Due to some of these current operating restrictions, time has not been
available to institute more comprehensive planning, organizing, implementing and controlling
mechanisms for responding to information requests. While there are some mechanisms that can
improve the current process, the effectiveness of these mechanisms to reduce the "fire drills"
is constrained by outside factors that require the cooperation of other Offices within DOE,
especially CE.
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CHAPTER 1. INTRODUCTION

As the direction of the U.S. government’s (e.g., U.S. Department of Energy -- DOE)
transportation research and development program has continued to evolve, critical
communication linkages have continued to present the need to manage extremely effectively all
elements of the public/private sector information exchange process.

Information dissemination and associated information management systems must be structured
to improve program responsiveness and effectiveness impacting internal and external markets,
address legislative and executive directives which influence program operations, provide for the
timely execution of project/policy initiatives, and enhance the application of total quality
management in all facets of transportation technology research and development (R&D).

In consideration of the focus of the nation’s transportation efficiency program, one of its
preeminent R&D and programmatic centers is a major component of DOE’s Office of
Conservation and Renewable Energy (CE) -- the Office of Transportation Technologies (OTT).
OTT, directed by its Deputy Assistant Secretary, sponsors long-term, high-risk R&D focused
on technologies that will improve the fuel flexibility and efficiency of the U.S. transport sector.

OTT, as a center of excellence, seeks to consistently maintain programmatic (e.g., information
management) objectives in light of CE and Department goals. Therefore, it is crucial that the
Deputy Assistant Secretary, in concert with his Office and program staff, adequately and
effectively collect, process, store, retrieve, and distribute information vital to the technical and
programmatic needs of OTT.

Under the direction of the National Renewable Energy Laboratory, in conjunction with OTT,
Meridian Corporation (a DynCorp company) was commissioned to conduct an assessment of the
current information management practices within OTT.

There was a definitive need to identify, assess, and evaluate the varied types and sources of
information flowing into the Deputy Assistant Secretary’s Office for the purpose of enhancing
overall operational effectiveness. The objectives of the assessment were to identify the type of
information requests made through OTT, to assess the number and frequency of these requests,
to evaluate the current procedures used to respond to such requests, and to recommend
improvements in the information management process.

This study will discuss the approach employed in identifying information requests, the process
developed to assess these varied requests, and the evaluation methods utilized to address current
information management procedures. The findings and recommendations to be considered by
OTT will be addressed as the concluding element in this study.
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CHAPTER 2. IDENTIFICATION OF INFORMATION REQUESTS

This chapter discusses the approach employed to identify the varied sources of information
requests and the resultant taxonomy developed to describe information requests received by
OTT’s Deputy Assistant Secretary (DAS).

2.1 DATA ACQUISITION PROCESS

A four step process was utilized in order to establish a baseline for project execution. Each of
these steps, as inputs/outputs to the overall approach, addressed the following:

Orientation Activities

This step involved performing a range of review activities designed to support the development
of the data collection framework. Specific activities included reviewing project objectives and
requirements, holding discussions with DAS staff, and reviewing a wide range of program
information regarding OTT.

Development of Data Collection Framework

The objective of this step was to develop a data collection framework to help track the following
information:

The name of the individual receiving the information request

The date the information request was received

The request medium (e.g., phone, letter)

The requesting source

The date the request is due

The subject of the information request

The name of the individual(s) to whom the information request is referred to for
action

The action taken in response to the information request

The OTT Office or Division/individual responsible for maintaining a record of
the action

o The total estimated time to respond to the information request

The data collection framework was designed to encompass both international and domestic
information requests (although no international requests were identified). Specific activities in
the development of the data collection framework included reviewing relevant background
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information on OTT; developing draft data collection forms and based on discussions with the
DAS and his support staff, revising the data collection forms; and developing instructions for
the completion of the data collection forms.

Two data collection forms were developed. One of the forms (Exhibit 2.1.A) was used to
record information requests received by letter, fax, meetings, or personal delivery. In addition,
this form was used for phone calls taken by the secretarial staff in the absence of technical staff.
Technical staff were responsible for completing the data collection form. The other form
(Exhibit 2.1.B), a phone log, was used to record information requests received via the telephone
that were taken and handled directly by the technical staff.

Data Collection

This third step focused on information requests received by OTT’s DAS and his support staff
during a four week period. Data were collected from March 16, 1992 to April 10, 1992. A
combined total of 186 information requests were recorded on both data collection forms. The
majority of the data collection forms completed by the DAS and his support staff was for
information requests received during the first two and one-half weeks of the data collection
period. Only a few forms were received during the last week and one-half of the data collection
period. There also were instances where gaps in information existed and were unable to be
closed in consultation between Meridian and DAS staff. Appendix A presents the consolidated
information from all OTT data collection forms.

Analysis of Information Requests

The final step in the data acquisition process involved the analysis of, and reporting on, all
information from the data collection forms. Specific analysis and report development activities
included developing a dBase III Plus database; inputting all data on information requests
received; and developing a taxonomy as referenced in Section 2.2 to describe: the subject of
the information requests, the source of the information requests, and the actions taken in
response to the information requests.

2-2




MERIDIAN CORPORATION
(a DynCorp company)
e ——
EXHIBIT 2.1.A

DATA COLLECTION FORM
FOR INFORMATION REQUEST

Name:

Date:

Time In/Time Out: /

Request Medium: (circle one) letter phone
meeting fax individual other

(Attach phone message
From: (Requesting Source) ' here if applicable)
Name
Agency/Company
Phone

Due Date:

Information Requested:

Referred To:

Action Taken:

OTT Office or Division/Individual Responsible for Maintaining Record of Action:

Estimated Total Response Time:

Secretaries should continue to use the DOE phone message form. That form should be
attached to this form when phone calls are returned.
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2.2 TAXONOMY (CLASSIFICATION) OF INFORMATION REQUESTS

A detailed taxonomy for all of the 186 actions taken during the data collection period was
developed and addressed the following three elements: the subject of the information request,
the requesting source, and the classification of actions taken.

Classification of the Subject of the Information Request
The subjects of the information requests were grouped into the following 15 categories:

CE/OTT Program Management Issues

Patterson Technical

Vehicle Technology Promotional Events

Funding

Budget Requests

National Laboratory (Other than Funding)
Congressional Reports/Inquiries (Unrelated to Budget)
Conferences/Workshops

Reports/Study Requests

Energy CRADAs

Legislation

Office of Propulsion Systems (OPS) Technology Related
Office of Alternative Fuels (OAF) Technology Related
Office of Transportation Materials (OTM) Technology Related
Other

In the first 11 categories, the subjects of the information requests were broadly grouped
according to topical areas. Dividing the requests in this manner provides insight into the general
categories of the types of information requests the OTT’s DAS Office handles on a daily basis.

With a few exceptions (CE/OTT Program Management Issues, Patterson Technical, and Vehicle
Technology Promotional Events), most of the first 11 categories are self-explanatory and do not
require a description of their contents. The CE/OTT Program Management Issues grouping
includes key information requests for OTT-related activities that fit into such diverse areas as
the Internal Review Budget (IRB) process, fact sheets describing OTT’s activities in North
Carolina, and revisions to a capability statement to reflect CE management comments. The
subject of information requests in the Patterson Technical grouping, for example, include the
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MPG (miles per gallon) impact of metal gates and covering beds on light pick-up trucks, the
MPG database, and the hybrid vehicle program. Whereas, the Vehicle Technology Promotional
Events category contains selected information requests such as funding for the Atlanta Clean
500, and plans for the Atlanta Olympics.

The last four categories are a catch-all grouping for information requests that do not fit into the
other groupings. - The OPS Technology Related, OAF Technology Related, and the OTM
Technology Related categories represent information requests classified by the OTT Office that
is most closely associated with the information request (e.g., electric vehicle inquiries unrelated
to any of the first 11 categories would be associated with the Office of Propulsion Systems and
would therefore, be placed in the OPS Technology Related category). Within the Other
category, selected information requests can be found such as a request for OTT’s mailing
address, and a request by the Wall Street Journal for an interview with the DAS.

Classification of the Requesting Source
The sources of the information requests were classified into the following eight categories:

DOE/CE/OTT

DOE/CE

Other DOE

Consultants

National Laboratory
Industry/Trade Association
Other Government Agencies
Other

The first three categories, DOE/CE/OTT, DOE/CE, and Other DOE, represent information
requests originating from individuals within DOE. The distinction between these three
categories is that the first category includes requesting sources within the OTT, the second
category includes requesting sources in other program offices within CE, and the third category
includes other DOE offices outside of CE.

The next four categories, Consultants, National Laboratory, Industry/Trade Association, and
Other Government Agencies, include requesting sources outside of DOE. The Consultants and
National Laboratory categories are self-explanatory and do not require a description of their
contents. The Industry/Trade Association grouping contains organizations such as Ford Motor

2-6




MERIDIAN CORPORATION

(a DynCorp company) .
L

Company, San Diego Gas and Electric, and the Electric Vehicle Association. Within the Other
Government Agencies category can be found agencies such as the Environmental Protection
Agency (EPA), the U.S. Department of Agriculture (USDA), and the City of Denver.

The last category, Other, is a catch-all for requesting sources that do not fall within any of the
previously described groupings. Examples of requesting sources in this category are Alfred
University and the Wall Street Journal.

Classification of Actions Taken

The actions taken in response to information requests were grouped into the following six
categories: '

Conferred With Others/Referred for Action
Set-Up/Attended Meeting

Provided Information

Prepared/Revised Documents

Received Information - No Action Required
Returned Phone Call - Unable to Contact

As Exhibit 2.2.A shows, DAS staff performed several actions in response to an information
request. Therefore, a number of the information requests have been grouped into more than one
of the above categories. (Exhibit 2.2.A presents a representative composite of the entire
taxonomy which is provided in Appendix B.)

The first category, Conferred With Others/Referred for Action, represents instances where it was
necessary for DAS staff to confer with other individuals in order to obtain the information
needed to respond to a request. As Appendix B shows, subcategories have been added to this
category in order to provide information to show where DAS staff referred the information
request for action. These subcategories include:

Other OTT/DAS Technical Staff
Other Program Offices Within OTT
Outside of DOE

Other DOE
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The second category, Set-Up/Attended Meeting, includes actions in which DAS staff set-up or
attended meetings with the requesting source to further discuss the information being requested.

The third and fourth categories listed above (Provided Information and Prepared/Revised
Documents) represent categories in which DAS staff provided or sent information to the
requesting source. The Provided Information category includes actions that did not require DAS
staff to prepare any new documents but involved either sending the requesting source information
that was readily available (e.g., summaries of OTT programs, copies of reports) or verbally
(e.g., over the telephone) providing information. The Prepared/Revised Documents category
includes actions that required DAS staff to prepare new documents (e.g., letters, memos) in
response to information requests.

In the fifth category, Received Information - No Action Required, the requesting source
provided information (e.g., the status of legislation) to DAS staff and no action was required on
the part of DAS staff.

The last category, Returned Phone Call - Unable to Contact, represents instances where DAS
staff received a phone message from the secretarial staff, returned the phone call of the
requesting source but were unable to contact the requesting source. While further action may
have been taken by DAS staff at a later date, these actions were not recorded on the data
collection forms and therefore, could not be assigned to any one of the other five categories
(e.g., Conferred with Others/Referred for Action; Set-Up/Attended Meeting; Provided
Information; Prepared/Revised Documents; or Received Information - No Action Required).
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CHAPTER 3. ASSESSMENT OF INFORMATION REQUESTS

This chapter presents the results of the categorization of the frequency and volume of all
domestic (no international actions identified) information requests made during the data
acquisition phase of the assessment.

The information developed and presented herein (Exhibit 3.A) culminates the analysis of all
information requests received by OTT’s DAS Office during the four-week data collection period
(March 16 to April 10, 1992) and identifies the most frequently occurring requesting source,
geographic sector (all information requests were domestically focused), request medium, subject
of the information request, and action taken.

Requesting Source

Exhibit 3.B, which depicts the various requesting sources indicates a slightly larger proportion
of information requests originated within DOE (51.4 percent) than outside of DOE (48.6
percent).

An examination of the information requests originating inside DOE, shows that the most
frequently occurring requesting source was DOE/CE (20.4 percent) followed by Other DOE
(18.8 percent) and DOE/CE/OTT (12.2 percent). Within the DOE/CE/OTT categories, it was
further realized that a majority of the requests originated specifically from OTT’s DAS Office.
Within the DOE/CE category, the majority of information requests originated from those offices
supporting the Assistant Secretaries Office.

For information requests originating outside of DOE, the most frequently occurring requesting
source was Industry/Trade Association (19.9 percent) followed by Other Government Agencies
(9.9 percent), National Laboratory (9.4 percent), Consultants (7.2 percent) and Other (2.2
percent). Within Other Government Agencies, requests from Capital Hill were the most
frequent followed by the U.S. Department of Agriculture. With regard to the National
Laboratory category, the National Renewable Energy Laboratory followed by Oak Ridge
National Laboratory had the highest levels of interaction with the OTT/DAS Office.

Request Medium

Exhibit 3.C presents the request medium in which information requests were made. As Exhibit
3.C indicates, OTT/DAS staff received the majority of information requests over the telephone
(69.2 percent) followed by individual or personal delivery (14.1 percent), letter (8.1 percent),
meeting (7.0 percent), and fax (1.6 percent).

Subject of the Information Request
Exhibit 3.D shows the subject of the information requests. As the Exhibit shows, the most

frequently occurring subject of the information requests concerned CE/OTT Program
Management Issues (15.9 percent) closely followed by Legislation (12.5 percent).
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Actions Taken

The actions taken in response to information requests are illustrated in Exhibit 3.E. As the
Exhibit demonstrates, the majority of the actions taken by OTT/DAS staff were almost evenly
divided between Conferred With Others/Referred for Action (31.7 percent) and Provided
Information (29.5 percent). An examination of the agencies/organizations with whom OTT/DAS
conferred with or referred the information request for action, shows that the majority of
information requests were referred to Other Program Offices Within OTT.

Information Request Flow Characterization

Exhibit 3.F presents a cross-tabulation of the request medium and the requesting source to gain
an understanding of how information is transmitted to OTT/DAS by various requesting sources.
As Exhibit 3.F shows, with the exception of requests made by DOE/CE/OTT and DOE/CE,
OTT/DAS staff received the majority of requests by requesting sources over the telephone. The
request medium most frequently used for requests made by DOE/CE/OTT was individual or
personal delivery. For requests from DOE/CE, the request medium most frequently used was
a letter.

Appendix C provides a detailed summary and assessment of the information requests individually
received by OTT/DAS technical staff members and their respective general observations as
input/output for the frequency/volume analysis.
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The only types of request mediums that do not follow the information flow process outlined
above, and are not shown on the information flow diagram, are the controlled correspondence
faxes or letters. Controlled correspondence can originate from any of the requesting sources
shown but are only received by OTT from requesting sources inside DOE but outside OTT
(e.g., DOE/CE, Other DOE). Controlled correspondence may or may not be sent through the
OTT/DAS Office before it reaches an individual in one of the OTT Offices or Divisions.
However, it was estimated by OTT Office Directors that 95% of the controlled correspondence
responses are channelled through the OTT/DAS Office for concurrence before being sent to the
requesting source.

4.2 EVALUATION OF INFORMATION MANAGEMENT PROCEDURES

This section presents the findings from the interviews conducted from June 11 - 18, 1992 with
OTT’s DAS, and his support staff (including Office Directors) utilizing the questions contained
in Exhibit 4.2.B. The findings are organized according to the following four areas: planning,
organizing, implementing, and controlling. A summary of the strengths and weaknesses of
current information management practices is also provided at the end of this section.

Planning

OTT/DAS staff felt that it is often difficult to plan for or anticipate requests. However,
OTT/DAS staff have developed some materials (e.g. fact sheets, reports) for frequently received
information requests. Some of these materials are available directly from DAS Office staff while
others are maintained at the Office and Division levels. One comment frequently made by
OTT/DAS staff is that the development of a well-planned local area network (LAN) would
improve the information flow process in general, and would also be a useful planning tool.

Most OTT/DAS staff members are satisfied with the level of planning within OTT. Several
instances were mentioned where OTT/DAS staff are given a short period of time (48 hours or
less) to respond to a request that other CE Offices may have received several months ago. It
was noted that improved long-range planning and communications within CE might allow
OTT/DAS staff to better anticipate and begin preparation for responding to information requests.

OTT/DAS staff were also asked about the mechanisms in place to evaluate the quality of
responses to information requests. OTT has a system to evaluate the quality of responses before
they are sent to the requesting source. For information requests that are referred for action to
the Divisions within OTT, the Office Director is responsible for ensuring the quality of the
response before it is either returned to the DAS Office or sent to the requesting source.
Information requests handled directly by OTT/DAS staff are usually checked by the DAS or his
designee before being sent to the source. Because of the quick turn-around time for information
and the large volume of requests, there is not always sufficient time for output to go through this
system of quality control. However, OTT is hiring an individual with a strong background in
correspondence control and transcribing to increase the quality of responses.
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Organizing

Although areas of responsibility for responding to information requests have not been formally
assigned, OTT’s DAS and his support staff feel that everyone has a clear understanding of their
technical areas of responsibility (e.g., Energy CRADAs, Legislation). They also indicated that
there is very little overlap in their areas of responsibility.

While there is little overlap in technical areas of responsibility within the DAS Office,
OTT/DAS staff did report that they receive some phone calls and controlled responses,
concerning technical questions that should be directed to other Offices within DOE. For
example, it was mentioned that DOE operators continuously send all transportation inquiries to
OTT. The problem is that OTT does not cover all areas of transportation such as the
transportation of hazardous wastes.

OTT/DAS staff also reported that there are no formal procedures to make adjustments for
responding to information requests when staff members will be away from the Office for long
periods of time (e.g., vacations, conferences/workshops). While there are no formal procedures
for making adjustments, OTT/DAS staff often will delegate to another staff member the

. responsibility for responding to outstanding information requests. However, there are some

instances where OTT/DAS staff may not be able to delegate the responsibility -- the reasons
cited for not delegating the responsibility for responding to requests include the complexity of
the information request, the lack of available personnel, and insufficient time to provide adequate
instructions.

OTT/DAS staff were asked whether staff meetings are used to enhance the information
management process. - Most OTT/DAS staff indicated that only a small portion of staff meetings
is devoted to discussing issues related to information requests. Staff meetings are scheduled
twice a week, and are held between OTT/DAS staff and the Office Directors within OTT.
These meetings are generally used by the DAS to share with OTT/DAS staff information
provided during the Assistant Secretary for Conservation and Renewable Energy’s staff
gatherings. After this information has been shared, each OTT/DAS staff member is given the
opportunity to speak or share programmatic information with other staff members. OTT/DAS
staff commented that OTT staff meetings are not always held as scheduled. If the DAS feels
that pertinent information was not obtained from the Assistant Secretary’s staff gatherings, a staff
meeting will not be held. OTT/DAS staff reported that a week to one-and-one-half weeks have
often passed before a staff meeting has been held. However, meetings are seen as one of the
few opportunities where OTT/DAS staff can share information with other staff members as well
as with OTT Office Directors.

Implementing

Most OTT/DAS staff and OTT Office Directors feel that they do not have sufficient time to
respond to requests. This is due to both the large volume of information requests received and
the unrealistic deadlines for responding to them. A frequent observation about unrealistic
deadlines was that information requests often pass through several Offices within DOE before
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being received by OTT/DAS (the only exception may be controlled correspondences that are sent
directly to OTT staff). When it finally reaches the DAS’ Office, three days may already have
elapsed on an information request with an initial deadline of five days. This leaves only two
days for OTT/DAS staff to respond. In addition, it was noted that on several occasions,
although OTT/DAS staff have met the quick turn-around time for a request, it may take two
months before the response to the request leaves DOE. Because OTT/DAS staff often do not
have sufficient time to deal with information requests, they feel that the quality of their
responses suffers.. They also reported that because of unrealistic deadlines and the need to
constantly respond to "fire drills," they often do not have time to share with other OTT/DAS
staff members information that might be useful for responding to information requests. Lastly,
OTT/DAS staff commented that constantly responding to fire drills makes it difficult for them
to maintain a system for keeping track of when requests are due.

While OTT/DAS staff indicated that they do not have enough time to respond to information
requests, they do feel that they have sufficient information to address these requests. OTT/DAS
staff use databases maintained by other program offices or they rely on the information contained
within their files/records to respond to information requests.

Most OTT/DAS staff members maintain their own records/files of actions taken in response to
information requests. These records/files are organized in chronological order or by subject area
and are quite extensive. In addition to containing information on actions taken, these files also
contain other information (e.g., reports, studies and memos) that staff feel would be useful for
responding to requests.

OTT/DAS staff also were asked whether procedural/policy manuals exist for responding to
information requests. According to the individuals interviewed, procedural/policy manuals do
not exist. A few OTT/DAS staff members commented that a procedural/policy manual for
responding to information requests would be useful orientation material for new staff members.

OTT/DAS staff were asked whether they are satisfied with the flow of information between them
and the other Program Offices within OTT. Most OTT/DAS staff and the OTT Office Directors
are satisfied with the flow of information between their Offices. Strong support was voiced for
the development of a long-term planning framework that notified OTT/DAS staff and OTT
Office Directors of upcoming information requests (e.g. when Congress is in session, the start
of budget cycles, technology characterizations, major industry/R&D events).

Controlling

OTT/DAS staff reported that mechanisms/procedures do not exist to ensure that resources are
effectively used. One frequent comment was that the volume of information requests has
increased significantly in recent years while OTT staff levels have virtually remained the same.
It is generally felt that OTT/DAS staff have not had enough time to implement
mechanisms/procedures to ensure that resources are effectively used. Some individuals feel that
more could be done in this area, while others were not sure if mechanisms/procedures could be
implemented given the tight deadlines for the turn-around of information.
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According to individuals interviewed, the mechanisms/procedures to compare actual performance
with OTT’s expectations for responding to information requests are the informal expectations
of an individual’s superiors. There was some disagreement as to whether performance reviews
include a comparison of an individual’s actual performance with OTT’s expectations for
responding to requests.

OTT/DAS staff were asked whether memos or bulletins explaining plans and/or procedures for
responding to requests are circulated. Staff commented that DOE has issued directives
specifying the format to be used for some documents (e.g., issue papers). However, OTT/DAS
staff in many instances have to reformat documents they receive from their own Offices and
Divisions. It was also reported that information on activities within OTT is provided to OTT
staff through the dissemination of a weekly highlights report. However, some individuals feel
that the weekly highlights could be improved. In general, the weekly highlights are often not
as detailed as OTT/DAS staff would like. One suggestion was to develop a more detailed OTT
monthly report summarizing OTT’s activities which could be distributed OTT-wide as well as
to other Offices within CE.

4.3 STRENGTHS AND WEAKNESSES OF INFORMATION MANAGEMENT
PRACTICES

A key strength that was mentioned is the ability of OTT/DAS staff to work well together as a
team. It was felt that OTT/DAS staff are able to communicate well with one another. Another
major strength referenced was that the OTT/DAS staff is comprised of knowledgeable and
dedicated individuals willing to do what it takes to "get the job done." If OTT/DAS staff feel
that they do not have sufficient information to respond to an information request, inquiries will
be made to locate the appropriate individual or Office to obtain the needed data. Also mentioned

" was the wealth of information available (maintained in OTT/DAS staff member’s files/records)

for responding to varied domestic and international data requests.

The weaknesses of the current information management practices that were mentioned are the
high level of "fire drills," work overloads that sometimes affect the quality of information
responses, not enough staff meetings, necessity for clearer CE program guidance, and the lack
of long-term planning to provide a general framework for anticipating information requests.
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CHAPTER 5. FINDINGS AND RECOMMENDATIONS

The findings and recommendations presented are the result of a comprehensive exchange of
ideas, concerns, issues, and applications focused on the need to develop and implement
improvements in current OTT information management practices.

Within the structure of the overall information management assessment, 4 key findings and 14
recommendations are presented for further consideration and action by the OTT/DAS, his
immediate staff, and Office Directors.

FINDING 1: THE DEVELOPMENT OF A DATABASE (ONE IS CURRENTLY UNDER
CONSIDERATION BY OTT) AND STANDARDIZED RESPONSES FOR
FREQUENTLY RECEIVED INFORMATION REQUESTS WOULD ASSIST
OTT IN PLANNING FOR, OR ANTICIPATING REQUESTS.

° Fact sheets and reports have been developed by OTT/DAS staff to anticipate
requests. However, not all of these materials are available directly from
OTT/DAS -- some are maintained at other organizational levels. The result is
that OTT/DAS staff often have to refer some requests to the OTT Offices/
Divisions level.

Note: The frequency/volume analysis of information requests showed that 31.7 %
of requests are referred to Office/Division levels.

o Contractors also maintain databases that are used by OTT/DAS staff; however,
OTT Program Offices (on a case-by-case basis) may not be aware of all of the
information that is available.

° A system to collect and locate within OTT’s DAS Office all available
data/materials for responding to information requests would reduce some of the
referrals to Office/Division levels. This would reduce the number of individuals
handling a request and could increase the ability to meet deadlines.

° A detailed analysis needs to be performed to determine what information would
be most useful to OTT/DAS staff. Periodic reviews should be conducted to
identify any additional items of information that would be useful in responding
to multifaceted information requests.

° Although standardized responses can be developed for frequently asked questions,
there will still be the need to tailor the standardized response to the specific
information request.

5-1




MERIDIAN CORPORATION
{a DynCorp company)

RECOMMENDATIONS:

FINDING 2:

A binder/notebook containing standardized responses could be maintained by
DAS support staff. (This could assist in providing coverage when individuals
are away on travel; it could provide a mechanism to curtail referrals; it creates
a resource tool so that staff are cognizant of events in other program areas.)

o Send 2 copies of each response - 1 copy for centralized binder system
that includes weekly and monthly reports; the other copy goes to the
technical person responsible for the technical area of concern.

The development of a LAN, which is currently underway, would assist
OTT/DAS in planning for, or anticipating, information requests. A LAN would
allow multiple access to information and would reduce the number of
individuals addressing a given request.

0 A detailed analysis needs to be performed to determine what should be
included in the database.

o The responsibility for updating and maintaining the LAN needs to be
clearly established.

IMPROVED COMMUNICATION BETWEEN OTT/DAS STAFF, OTHER
STAFF MEMBERS WITHIN OTT, AND OTHER OFFICES WITHIN CE
WOULD ENHANCE OTT’S ABILITY TO RESPOND TO INFORMATION
REQUESTS.

One of the strengths mentioned by OTT/DAS staff was their ability to
communicate well with one another. Relocating Program Office staff offices
together has improved the communication between the Divisions within OTT.

OTT/DAS staff felt that the flow of information between OTT/DAS and the other
Program Offices within OTT could be improved. Current DAS staff meetings are
scheduled to be held twice a week but are actually conducted when the DAS feels
that information from the Assistant Secretary’s meetings needs to be sha